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1. Creating a Ticket

1. Log into the PORTAL at https://www.hud232portal.com leveraging your

registered email address and password.

2. If'you have forgotten your password, please click the ‘Forgot Your Password’
link on the login page and enter in your email address into the field. If you have
a valid email address, the system will send you an email with instructions on
how to reset your password.

Version 3.0.0.0

of Residential Care Facilities (ORCF) - The ORCF administers the Section
an program. Section 232 is an FHA-Insured loan product that covers User name Help with Logging in

g for the frail elderly - those in need of supportive services. Nursing homes,
d living facilities, and board and care are all examples of this type of
g (a project may include more than one type).

n 232 - Section 232 may be used to finance the purchase, refinance, new [Password Eorgot your password? ]
iction, or substantial rehabilitation of a project. A combination of these
acceptable - e.g. refinance of a nursing home coupled with new

action of an assisted living facility.

3. Once you have successfully logged into the site, find the quick navigation toolbar
located at the top portion of the screen. There will be an option titled ‘Help Desk’
which will expand to a drop down list when you hover your mouse over it.

Home - Tasks »  GroupTasks - Financial Analysis ~  AssetManagement - Produclion »  Adminisiration ~ © Help Desk - C niact Us ~

Greate Ticket

Home > Landing View Tickets
Office of Residential Care Facilities View MyNotifcations
Healthcare Mortgage Insurance Program Handbook (4232.1) HelpDesk Reports

Contact an Employee

4. Select ‘Create Ticket’ from the drop down menu.



https://www.hud232portal.com/
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5. This is where you will complete your Help Desk ticket. Fill in the form with all
pertinent information. Any field marked with a red asterisk is mandatory.

a. Please provide the Help Desk with as much information as possible
including a detailed description of the issues you are facing and detail
instructions on how to recreate the issue. This information will be used by
the team to ultimately solve your issue so it is imperative.

b. To attach a screenshot or another file to the ticket, click the ‘Attach File’
button located in the File Attachment section of the form. This will open an
interface that will allow you to select a file from your PC to attach. Select
the file or files you would like to attach and once they have been
successfully uploaded they will appear within the interface.

FHA Number
Project Number
Property Name

Category Type*  [Select Category Type v| Title *

Sub Category Type * Select SubCaleogry Type ¥ Created On 9/5/2019 10:33:13 AM

OnAction Type*  [Select Action Type ~|

Actions and Comments Log!

Issue Description * Please provide comments regarding the issue that you encountered or the
«question you may have (max 500 chars)

Recreation Steps * ; N . B
Please provide the steps that you encountered prior to receiving the issue submit your comments {o help deskll (max 100 ch
(max 500 chars)

File Attachments

Note: * indicates mandatory fields

6. Once all fields have been completed and attachments have been uploaded, click
the ‘Submit’ button located at the bottom of the page.
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2. Submission of User Comments and the Comments Log

The system will allow a user to also submit comments with their tickets. Please use
this section to record any additional comments or to communicate back and forth with
the Help Desk.

Actions and Comments Log!

red or the

the issue submit your comments to help deskll (max 100 ch

This section is located to the right of the Item Description and Recreation Steps
portion of the screen. Simply enter you message into the orange field and it will be
entered into the log (blue box above orange comment field) once the ticket has been
submitted.

3. View My Tickets

Once you have submitted a Help Desk ticket you have the ability to view all of the
tickets you have submitted.

232 Healtheare Portal

Homev  Tasks+  GroupTasks~  Financial Analysis »  AssetManagement +  Production »  Administration »  Help Desk »  Confact Us »

View Tickets

HelpDesk Reporls

FHA Number

1. Select “View Ticket’ from the Help Desk drop down on the quick navigation
toolbar located at the top of the screen.




HHCP Healthcare Portal Help Desk User Manual | 2019

SEARCH By Options

Status type  Select Status Type v | Category type | Select Category Type | Priority Select Priority v|  Ticketid  Ticketid

FromDate  Middlyy To Date MMy UserName | Select User Name '

Help Desk 4
TICKETID  STATUS ISSUETITLE ~ PRIORITY ~ CATEGORY  SUB CATEGORY USER NAME

CREATED DATE = ASSIGNED DATE HELP DESK NAME  DAYS OPENED
1003 OPEN files upload issue Production

dmartin@greystoneusa.co  00/05/2019 0

Page| 1 |of 0o v View 1-10f 1

2. This will bring up a table on screen that will display all of your submitted
tickets along with relevant information about that ticket such as: Issue Title,
Priority, Category, Sub Category, etc...

3. To open the detailed view of the ticket, simply click the ticket number which
is highlighted in blue within the table. (see screenshot below)

SEARCH By Options:

Status type | Select Status Type v| Category type | Select Category Type v| Priority Select Priority v | Ticket i

From Date  [iI/dd/yyyy To Date MM/ddlyyyy UserName | Select User Name

Help Desk
prTCRCT LN STATUS ISSUE TITLE PRIORITY CATEGORY SUB CATEGORY USER NAME
1003 OPEN | files upload issue | | |

CREATED DAT,
Production |dm artin@greystoneusa. ca| 09/05/2019

Page 1 |ofl [
1003'

4. This will open the detailed view of the ticket where you can view any
comments left by the Help Desk or changes to the ticket.
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Title *

Category Type *
Sub Category Type *
©On Action Type

Issue Description *

Recreation Steps *

File Attachments

Query Status

files upload issue Created On
Address Update For iRems v Assigned To
Production v Assigned Date

submitting operator financials v | LastModified Date

files are not uploading

blah bah

KAR_A17_FLIGHTPLAN - 1.PDF

KAR_A1T_FLIGHTPLAN - 2 PDF

Altach File Remove File

Attach File Remove File

Altach File

Remove File
Altach File Remove File

OPEN v

&

9/5/2019 10:53:51 AM

9/5/2019 10:53:51 AM

9/5/2019:10:53 AM
Deborah Martin(User Comments):my first comments.

Fd

submit your comments to help desk! (max 100 chars)

Submit Comments

4. Upload Files (Attachment) After Ticket Submission

The system will allow a user to also add files after a ticket has been submitted. This

usually occurs when the Help Desk need to request further information from the user
in order to correctly diagnose their issue. You are allowed to upload new attachments
and add comments.

fiie
Category Type *
Sub Category Type *
On Action Type

Issue Description *

Recreation Steps ~

File Attachments

Query Status

files upload issug

wisawd vt

9/5/2019 10:53:51 AM

Address Update For iRems v Assigned To
Production v Assigned Date
submitting operater financials v |  LastModified Date

files are not uploading

blah bah

KAR_A17_FLIGHTPLAN - 1 PDF
PAD N HIPL AN _ =i

Kar_A17_FlightPlan - 3 pdf Remove File
Kar_A17_FlightPlan - 4 pdf Remove File
Aftach File

Attach File

OPEN

9/5/2019 10:53:51 AM

9/5/2019:10:53 AM
Deborah Martin{User Comments) my first comments_

Fd 4

exira files added to describe the issue
Submit Comments

Fi

1. You will see any file you previously attached to the ticket listed next to file
attachments and can be downloaded by clicking on the file name.

2. To add an additional file, simply click the ‘Attach File’ button highlighted in
the screenshot above and select the file or files you would like to attach.

w

Once they have been uploaded successfully they will appear in blue.

4. You can also remove a file by clicking ‘Remove File’ located next to the
Attach File button.

7]
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5. Submit Comments after Ticket Submission

Assigned Date

LastModified Date  g/5/2019 10:53:51 AM

0/5/2019:10:53 AM
Debhorah Martin{User Commentsimy first comments.

If additional information is needed by the Help Desk to resolve the issue presented,
they will request additional information from you by using the comment feature and
log. All comments made will appear in the blue comments log that appears above the
comments box. They will be timestamped and identified by whomever created the
comment. To respond to a comment follow these instructions:

1. Enter in your response or comment into the orange field.

2. Click the ‘Submit Comments’ button below the Comments field

3. Your comment will be added to the log and a notification will be sent to the

Help Desk.
6. View My Notifications
Whenever something happens to a ticket you have submitted, whether it’s a status

change, a new comment, or your ticket being assigned to a Help Desk staff member;
you will receive a notification of that change.




HHCP Healthcare Portal Help Desk User Manual | 2019

x o+ il o x
e« 0 Onused

Version 3.0.0.0

Log out
are Portal Welcome Deborah Martin

Lender Account Manager

Create Ticket
Home > Landing View Tickets
Office of Eesidential Care Facilities
Healthcare Mortgage insurance Program Handbook (4232.1) HelpDesk Reports

Contact an Fmplovee
1Lcan Servicing and Asset Management of 232 Lcans
Section 232 Forms and Documents

1. Select ‘View My Notifications’ from the Help Desk drop down on the quick
navigation toolbar located at the top of the screen.

2. You will receive a pop-up (see screenshot below) which will inform you of
your most recent notifications.

3. Click ‘OK’, the pop-up will go away and you will be shown the notifications
grid (see screenshot below).

4. The grid will display all of your notifications in chronological order. Use this
to keep track of progress and status of your tickets.

1 Myoiestions - UD + - 0 x
€ 5 C & pssoluonznet/HrpDeskMyNotcation a % o oaumd
Version 3.0.0.0
Log out
re Portal Welcome Deborah Martin

Lender Account Manager

My Notifications:

Group Task o

TICKET ID TITLE NOTIFICATION DATE NOTIFICATION MESSAGE
1003 files upload issue 09/06/2019 Your Ticket is assigned to HUD HelpDesk!
1003 files upload issue 09/06/2019 Your Ticket Proirity is set to High by HUD HelpDesk
Your Ticket status is set to INPROCRESS by HUD
1003 files upload issue 09/06/2019 HelpDesk
Page | [of ] 10 v View 1 -3 of 10
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7. Ticket Status

All tickets will be assigned a status as it moves through the help desk process. The
current status of a ticket is easily viewable in the Tickets Grid and all changes to
status will be posted to the ‘My Notifications’ tab. Only HUD ADMINs will be able
to change the status of a ticket. The statuses are as follows:

FHA Number
Project Number
Property Name

Ticket ID 1002 Created By David Perry(LenderAccountManager)
Title * ddfd Creator Contact dperry@chcap.com
Category Type * Able to view information not associated with your role Created On 97312019 8:49:50 AM
Sub Category Type * Production v PRIORITY
On Action Type submitting operator financials v Assigned To
Last Modified Date 9/3/2019 8-50-36 AM Assigned Date
Issue Description * #
9/372019:8:50 AM
David Perry : COMMENTS: hello1.
Recreation Steps * ddd

submit your comments here! (max 100 chars)

File Attachments
#1
Query Status

Ticket Status
OPEN

INPROGRESS

REJECTED
RESOLVED
] D

e OPEN - The ticket has been submitted by a user but has not been assigned to
a help desk staff member.

e IN PROGRESS - The ticket has been assigned to a help desk staff member
and is currently being worked on.

e REJECTED - The ticket has been rejected due to one or more reasons. These
reasons should be outlined within the comments of the ticket.

e RESOLVED - The ticket or issue has been resolved and is awaiting user
confirmation to verify resolution.

e CLOSED - The ticket has been resolved and closed. No other action will be
taken by the help desk concerning this ticket.

10 |



